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Overview
 Achieve short-term financial stability and diversify funding for the long-

term
 Ground Floor Leasing

 Operate as an efficient landlord
 Improving Customer Service
 NextGen Operations (NGO)
 FlexOps
 Increasing Safety and Security

 Re(build), expand and preserve public and affordable housing
 Capital Strategy
 Creation of Affordable Units: 100% Affordable
 Preservation of Public Housing: RAD/PACT

 Engage residents and connect them to best-in-class social services
 Reorganization of Community Programs & Development 
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NextGeneration NYCHA Strategies
Fund

• 1) Secure relief from 
PILOT

• 2) Improve collection of 
resident rent and fees

• 3) Lease ground floor 
spaces

• 4) Reduce central office 
costs

Operate
• 5) Transform to digital 

organization
• 6) Localize property 

management
• 7) Pursue 

comprehensive 
sustainability agenda

• 8) Increase safety and 
security

(Re)Build
• 9) Refine capital 

planning strategy
• 10) Provide land to 

support creation of 
affordable housing 
units

• 11) Use HUD programs 
to preserve units

• 12) Adopt design 
excellence practices
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Engage Residents
• 13) Transform from direct service provision to a partnership model 
• 14) Leverage philanthropic dollars through a 501(c)(3)
• 15) Connect residents to quality employment
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Identifying new opportunities for income generation and savings

To date, 16 
formerly vacant 

spaces have 
been reactivated

Dr. James Kim, Commercial Tenant at Williamsburg Houses

Achieve short-term financial stability and 
diversify funding for the long-term

These spaces 
generate 

$500,000/year 
for NYCHA
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Improving the speed and ease of our customer service

At 18 localized property 
management developments, 

we reduced routine work 
order completion time from…

21 days
in January 2015

6.2 days
in April 2016

to

NextGen Operations

Handheld devices for 
dispatch and 

inventory at 3 
developments

MyNYCHA app is in 
English and Spanish

Operate as an efficient and effective landlord

Mobile digital vans 
increasing access to 

WiFi and technology at 
4 NYCHA developments 

Now expanding the model to 
39 additional sites





6

Property managers will be 
present at 12 consolidations from 

6 AM – 8 PM 1 day/week

4-month pilot 
rolled out on July 5th 

FlexOps extends services hours by 
creating multiple staggered shifts 

for frontline staff

Customer Service| FlexOps Launch
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Exterior lighting 
is installed at 4 

MAP developments

CCTV/LAC 
construction 
started at 10 

developments

Chair Olatoye announcing lighting installation at Polo Grounds Towers

564 cameras 
expected to be 

installed by end of 
2016

(City Council and           
MAP-funded)

Safety| Lighting, CCTV/LAC Update
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Launching new construction and preservation projects

Issued RFQ for next 
batch of 100% 

Affordable Sites

Submitted 
application to 

upgrade 5K more 
units through HUD’s 

RAD program 
(called PACT in NYC) 

Rendering of Mill Brook Terrace

Selected developer for 
Ocean Bay (Bayside)

Ocean Bay-Bayside

Re(build), expand and preserve public housing

PACT Meeting in the Bronx
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Groundbreaking for Sandy repair 
work at Ocean Bay - Oceanside

Replacing a roof at Queensbridge Houses

Capital Planning| Repair and Recovery Work



Preservation| PACT Update
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 Second round of resident meetings held
 NYCHA’s application to the PACT Program is 

on HUD’s waitlist
 Tours of similar Section 8 properties are 

being scheduled for elected officials and 
residents

NYCHA Resident Engagement Deputy Director 
Juan Santiago presenting at a PACT Meeting

Residents at PACT Borough Meeting 
Claremont Community Center in the Bronx



11

Working to effectively and efficiently meet the needs of residents

Engage and connect residents 
to best in class services

Four key changes to CP&D: 

1. Transform family services 
department to partnership based 
model

2. Expand resident engagement team 
and organize by zones

3. Create Community Development 
Unit that will be dedicated to 
supporting real estate 
development activities

4. Continue and sustain the success of 
Resident Empowerment and 
Economic Sustainability (REES)

Community Visioning session at Mill Brook Houses in the Bronx
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Agenda

 NYCHA Key Performance Indicator (KPI) Report

13



Key Performance Indicator (KPI) Report
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 The Key Performance Indicator (KPI) report tracks NYCHA’s 
performance in four main areas:

 Financial (Rent Collection)

 Work Orders (Emergencies, Maintenance and Skilled 
Trades)

 Vacancies (Apartment Turnaround Time)

 Customer Satisfaction (Residents satisfied with repairs)



New Rent Collection Performance Report
 In June, the rent collection decreased to 76.4%  from 77.4%  in May. The cumulative rent 

collection rate for the past twelve months was 95%. The  HUD target is 97.5%. 
 The TAR rate is the percent of tenant accounts receivables from the tenant revenue. The 

HUD goal is to be at  less than 1.5% for the full 5 points and between 1.5% and 2.5% for 2 
points. 

 The PHAS Tenant Accounts Receivables (TAR) rate was 5.4% in June compared to 5.3% in 
May. 
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Work Orders Overview
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 As of June 30, 2016, there were 149,118 open work orders. The backlog 
was the highest since the peak of almost 145,000 in November 2015.



Emergency Work Orders
 Emergency work orders are high priority items such as heat and hot 

water, gas, elevator outages, etc.  NYCHA has a target of 24 hours to 
respond to these conditions. 

 In June 2016, the average time to resolve emergencies was 10.7 hours, 
the lowest since the peak of 24.5 hours in January.
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Maintenance Work Orders
 The Maintenance Service Level measures the Authority’s performance 

in addressing simple repairs.  We have set a target of 7 days.

 In June 2016, the service level was 5.1 days, a reduction of 55% from 
June 2015. 
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Skilled Trades Work Orders
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 The Skilled Trades Service Level measures the Authority’s performance 
in addressing more complex repairs such as carpentry, painting and 
plastering. 



Apartment Turnaround Time
 The Apartment Turnaround measures the average days to re-occupy a 

NYCHA apartment after it has been vacated. The target is 30 days.
 The year to date turnaround for June 2016 was 49.2 days, a reduction 

of 9% compared to 53.5 days last June.  
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Customer Satisfaction
 The Customer Satisfaction measures the percentage of residents satisfied 

with the overall experience with their repair. This information is obtained 
from the results of the monthly robocalls conducted by the CCC for closed 
work orders.

 In June 2016, 81.2% residents reported being satisfied with their repair. 
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